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O P  COUNSEL 
PHILIP E. D*ON 
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June 20,2005 

Office of the Secretary 
Federal Communications Commission 
445 12” Street, sw 
Room TW-B204 
Washington, DC 20554 

Re: CQ Docket 03-123 
State of Arkansas Annual Log Summary of Consumer Complaints 
Concerning TRS 

Dear Ms. Dortch: 

Please accept this filing on behalf of Arkansas Deaf and Hearing Impaired 
Telecommunications Service Corporation (“ADHITS”), the entity responsible for 
providing relay service for the State of Arkansas. 

Very truly yours, 

D O T R  DIXON HORNE PLLC 

s g + T  Steve L. Riggs 

SLR:bs 
Enclosure 

cc: Ms.  Dana Jackson (via e-mail Dana.Jackson@fcc.eov) 
Mr. Ken Musteen 
Ms. Cheryl Padgett 



Relay AR 
6/04 - 5/05 



Complaint Tracking for AR (0S/01/2004-05/31/2005). Total Customer Contacts: IO 

- 
racking # - 
6465054 

__ 
54117635 

- 
54357462 

- 
54357398 

- 
64429583 

- 
645131 I? 

- 

deaf 
I1 1/04 

- 
1/17/W 

- 
/24/0! 

- 
/24/0! 

- 
!123/0! 

- 
Y28/0! 

- 

and stated the Opr InterruptM 
her when she was trying to 
type an explanation The 
customer states she was trylni 
to tell the Opr that she was 
making a long distance call, 
but the Opr kept asking for 

#00 Customer gave CA number to 
call. CA saa "One Moment. 
please"& times. Customer 
held for 10 minutes. but call 
was never processed. 
Customer hung up and re- 
dialed Relay. 

said Opr 2261F hung up on 
them. "1 wanted the Opr to 
retrieve my messages and the 
Opr hung up on me Customer 
wants foilow-up via email. 

"Opr 8551 F hung up on me thm 
other day. I wanted the Opr to 
retrieve my messages and the 
Opr hung up on me " I 
apologized for the situation 
and thanfied the caller for 
bnnglng the Situation to relay ! 
anention Customer wants 
follow up via email I - 

w5 
customer stated they asked 
Opr to retrieve messages fron 
the answer machine and the 
Opr would not assist them. 
Customer stated that the Opr 
hung up on them. Customer 
requests foilow up by email. 

this agent and got my 
answering machine. I kept 
typing Hello ... hello ... butthe 
agent ignored me and then 
hung up. No follow-up 
requested. 

with Opr to review proper procedures 

09/22/04 Apologized for inconvenience. Supervisor 
met with Opr on 9/22. Opr. was coached 
on ensuring that customer was informed 
and that calls must be processed as 
instnrcted. 

01/25/05 Apologized to customer and thanked the 
caller for bringlng it to our attention. Opr 
was coached on the correct procedure for 
disconnecting a call and for AMR. 1/24/05 
Emailed to customer on 1/25/05 informing 
them ofthe resolution and thanked them 
or using Sprint Relay. 

02/09/05 Apologized to Customer. Appropriate 
coaching provided to Opr on retrieving 
from AMRs. Emailed follow up letter to 
customer on 2/9/05, 

02/25/05 Apolgked for the inconvenience. 2/24/05 
met with Opr and coached on AMR 
procedures and she understands. Emaii 
sent to wstomer on 2/25/05 explaining 
that Opr was coached and thanked them 
for using relay. 

I 
03/28/05 IThanked the customer for letting us know 

abed the problem Agent doesn'l 
remember this call but thoroughly 
reviewed procedures for answenng 
machines The agent understands Proper 



K64629228 #29 An Arkansas voice customer 
called to uxnflain that the 
Arkansas relay voice number 
was answering TTY. using up 
her cell phone minutes while 
she waited for an agent to 
answer voice No follow up 
requested. 

04/18/05 

I 

Met with Opr. who stated there was no 
way she would hang up on a customer, 
especially twice. Coached Opr. on proper 
procedures when no response is received 
Attempted to wnlact customer three time5 
(4121/05-4:15pm, 4125105-11:15am and 
4/26/05-940am) each time a recording 
saying "Alllel customer you are trying to 
contact is unavailable at this time" with no 
option to leave message. Ticket is closed 

Customer said Opr. 2OWF 
hung up on him so he called 
back and got the same agent, 

would like a follow up from the 

Apologized for the inconvenience. Made 
3 attempts to contact customer and no 
answer each time. Also, there was no 
answer machine to leave a message. The 
date and time of the 3 attempts were: 1st - 
4/25/05 ll:15am 2nd - 4/26/05 9:45am 
3rd - 4/27/05 9:30am. Ticket closed 

a call for me and then agent 
was given another numberto 
call and the agent hung up on 

Apologized to customer. Problem referred 
to Ar%ansas Amun t  Manager, who 
reviewed At? mntrad requirements and 
talked to Sprint's Program and ITstaff. it 
was verified that AR answer sequence is 
1) voice. 2)TTY. 3)ASCll. No Sprint 
problem was identified. It may be possible 
that the customer (especially when using 
a digital cell phone) did not hear agent first 
announce ARS ( v o i d  and the call was 
then n m s s e d  into next answer 

~ r - - r ~ ~ ~ l  05/6/05 hA 29 Customer states muid not 05106/05 Technical Suppon mnectea regionam 800 
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